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Non-emergency Number Executive Summary
San Diego and San Jose Pilots

Executive Summary

In 1997, the California Legislature determined that the public’s use of the
9-1-1 telephone number in non-emergency situations places a burden on
the state’s 9-1-1 system by diverting the attention of 9-1-1 call takers and
dispatchers from true emergencies. Recognizing the public’s needs both
for continued effective and efficient 9-1-1 services and for an alternative
means of reaching public safety agencies in non-emergencies, the
Legislature enacted Assembly Bill (AB) 1198. AB 1198 instructed the
California Department of General Services, Telecommunications Division
(the DGS-TD) to explore alternative strategies for reducing the public’s
use of the 9-1-1 telephone number in non-emergency situations. To
evaluate alternative methods for providing non-emergency assistance to
the public, AB 1198 required the DGS-TD to select two venues where two
alternatives identified by the Legislature could be assessed through pilot
programs. The two alternatives proposed by the Legislature were:

» |ntroduction of the 3-1-1 non-emergency telephone number; and

» Improved marketing of an existing 7-digit non-emergency telephone
number.

Pilot Overview

The DGS-TD selected San Jose and San Diego as the pilot cities because
they shared similar population size and demographics and because their
automated 9-1-1 equipment could easily report a variety of 9-1-1 call
statistics. In undertaking the pilot programs, both cities hoped to achieve
similar objectives:

» Reduction in the number of non-emergency calls to 9-1-1; and
* Improvement in 9-1-1 answering time.

Both cities confined access to their non-emergency numbers to their own
city limits and supported the use of the non-emergency telephone number
only for communication between the public and law enforcement.

San Jose

With the launch of its pilot in November 1997, San Jose became the first
municipality in California to make the 3-1-1 non-emergency number
available to the public. At that time, the city began automatically routing
all 3-1-1 calls placed within the geographic boundaries served by the city’s

California Department of General Services Page 1
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3-1-1 non-emergency number to the San Jose Police Department’s 9-1-1
Call Center. To increase public awareness, the city also launched a
public education campaign coincident with initiation of 3-1-1 services.

San Diego

Like San Jose, the city of San Diego sought to improve its 9-1-1 services
by offering the public an alternative means of communicating with law
enforcement in non-emergency situations. However, San Diego hoped to
achieve its improvements without incurring the expense of network and
equipment upgrades. The city instead focused on raising the visibility and
public awareness of its existing 7-digit non-emergency number.

San Diego’s pilot officially began in June 1999 with the launch of its public
education campaign, Project 2000." The campaign targeted specific
audiences, including children, and took into account the city’s geographic,
cultural and demographic diversity, creating marketing materials in both
Spanish and English.

Summary of Pilot Results

Despite increases in their respective populations, both cities experienced
some reduction in the overall total number of 9-1-1 calls they received
during the pilots. The reduction in total calls in San Jose was
proportionally greater than the reduction in San Diego. San Jose also
achieved a reduction in the average time that callers wait before speaking
to a call taker.

Neither city increased its 9-1-1 call center staff during the pilot period.
Because call takers in both cities had been previously trained to respond
to requests for emergency assistance, neither city’s call takers required
additional training.

In both cities, the pilot participants found little public confusion about the
use of their non-emergency telephone numbers and both cities enjoyed
positive public reactions to their respective programs.

Conclusion

The 3-1-1 and non-emergency telephone number pilots conducted in

San Diego and San Jose have yielded some data indicating that both.
solutions, in combination with concerted public education, reduce the
number of non-emergency calls, and, therefore, lessen the burden placed
on local agencies responsible for providing public safety answering
systems. However, it is not possible to draw solid conclusions from the
data.

! The pilot, originally scheduled to begin in June 1998, was postponed until the following June
because of unrelated issues surrounding installation of a new 9-1-1 system.
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It is very important to remember that both San Jose and San Diego
enjoyed success with their respective solution for employing non-
emergency telephone numbers. The key to that success lies in part in the
effectiveness of their public education campaign. Both cities have plans
to continue using their existing systems. Because the needs of local
jurisdictions vary uniquely to the extent that there are demographic and
geographic variations, so too should their ability to meet those needs.

The viability of the 3-1-1 system is not in question. Although, statistically,
the data did not bear this out during the pilot period, intuitively we know
that a three-digit number is easier to remember than a 7-digit number.
However, unlike the 9-1-1 environment where lives and property are in
immediate jeopardy, the 3-1-1 concept lends itself to a myriad of
implementation options. Local agencies already have the authority to
implement a 3-1-1 system if it meets the needs of their particular
jurisdiction.

From an anecdotal perspective, inferences can be drawn concerning the
use and efficiency of a 3-1-1 system. However, caution should be
observed before using the data from these limited pilots for statewide
application.

Californians place a high priority on the effectiveness and efficiency of the
9-1-1 system. Demographics as well as the technical and regulatory
forces shaping the telecommunications industry will continue to challenge
the ability of the state’s 9-1-1 system to deliver the quality of service the
public demands. The 3-1-1 and 7-digit non-emergency telephone number
pilots described in this document illustrate the potential and the
challenges — both technical and fiscal — that are not yet resolved.

The data collected from the Non-emergency Number Pilot Project was

inconclusive. Until more conclusive information is presented, the state

should not invest in a non-emergency telephone number program to be
implemented statewide.

California Department of General Services Page 3
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Background

Dialing 9-1-1 is the most familiar and effective way for the public to obtain
help in an emergency. In 1998, more than 19 million 9-1-1 calls were
placed in California and that number is expected to grow to 23 million by
the end of the current year.

A community of state and local government agencies dedicated to saving
lives and protecting property provides 9-1-1 services throughout
California. Rapid advances in technology, increasing population and
explosive growth in wireless telephone usage challenge the ability of this
community to deliver the highest quality 9-1-1 services available.

9-1-1

Of the millions of 9-1-1 calls placed each year in California, the vast
majority are answered in the state’s large metropolitan areas or by the
California Highway Patrol. Therefore, a small percent of the state’s nearly
500 Public Safety Answering Points (PSAPSs) bear the greatest burden.
Of the multiple factors affecting 9-1-1 service, the number of 9-1-1 calls is
one of the most fundamental. Efforts to improve 9-1-1 service nearly
always focus on either reducing the number of 9-1-1 calls or easing the
call taker’s tasks so that calls can be handled more quickly.

The number of 9-1-1 calls is affected by several complex circumstances.

1. Calls do not arrive at regular intervals but tend to cluster around
largely unpredictable emergency events.

2. Duplicate calls contribute to the overall total. Call takers,
particularly the California Highway Patrol, which by law must
answer all 9-1-1 calls placed on cellular telephones, often receive
multiple 9-1-1 calls reporting the same event.

3. Some 9-1-1 calls are the result of dialer error. Examples of dialer
error that contribute significantly are the following:

* Inadvertent pressing of a speed dial key on a cellular phone
programmed to dial 9-1-1 when only a single key is
depressed; and

= Dialing 9 to reach an outside line from a PBX system and
failing to wait for the dial tone before continuing to dial.

In a study of locations with abandoned call rates greater
than 20 percent conducted by the SBC Corporation

California Department of General Services Page 4
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(formerly Pacific Bell) during August 2000, the locations with
the highest abandoned call rate were locations where it is
necessary to dial 9 to reach an outside line.

4, Statewide, an estimated 45 percent of all calls to 9-1-1 are
non-emergency calls. 2

3-1-1

The Federal Communications Commission (FCC) has deemed
non-emergency calls to 9-1-1 to be a potent detriment to effective
emergency response. In 1996, the FCC ordered the three-digit telephone
number, 3-1-1, to be set aside for public use in non-emergencies. Since
that time, a number of cities within California and throughout the United
States have adopted 3-1-1 programs. The city of Los Angeles, Los
Angeles County, Houston, Baltimore, and Rochester, New York, all have
pilots or ongoing 3-1-1 programs. Numerous other agencies publish and
publicize 7-digit non-emergency numbers that provide a single
communication conduit between government and the public.

While the primary purpose of non-emergency numbers is to provide the
public with simple, direct communication with public agencies, jurisdictions
also have adopted these numbers in the hope that, by providing an easily
remembered telephone number, the public will be encouraged to limit its
use of 9-1-1 to true emergencies. In some cases, the 3-1-1 program
appears to have achieved the anticipated success. For example, since
launching its 3-1-1 program, the city of Baltimore has experienced a
reduction in total 9-1-1 calls and non-emergency calls to 9-1-1.

In California, non-emergency calls to 9-1-1 PSAPs account for a
significant number of the total calls received. The state’s 3-1-1
Strategic Plan, which was developed by a task force led by the
Department of Justice, estimated that as many as 45 percent of all
9-1-1 calls placed within the state relate to non-emergency situations.
The California Legislature also concluded that the drain on call takers’
time caused by non-emergency calls to the 9-1-1 telephone number
poses a potentially serious threat to the state’s 9-1-1 service. AB 1198,
which is the subject of this report, was a first step by the Legislature to
address their concerns.

In 2000, the Legislature passed a subsequent bill, AB 2837, authorizing
local public agencies responsible for providing a public safety answering
system to establish a local non-emergency telephone system. The bill,
which provided for local funding of each regional 3-1-1 service, directed
the DGS-TD to establish operational standards, set rates and administer
the service. Governor Davis vetoed the measure because the potential
costs are not yet known but further directed the California Public Utilities

2 California Department of Justice 3-1-1 Non-emergency Telecommunications System
Strategic Plan, March 1998, p.
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Commission (CPUC), which is coordinating implementation of 2-1-1 and
5-1-1 with the Federal Communications Commission, to evaluate the
provision of 3-1-1 services in concert with their existing 2-1-1 and 5-1-1
proceedings. The CPUC will be conducting workshops in Spring of 2001
to solicit input from local agencies. From these workshops the CPUC will
evaluate the relationship between 2-1-1, 5-1-1 and 3-1-1 and what
potential impact or confusion implementing all three numbers may create.
It is anticipated the CPUC will have the results of these workshops before
the end of 2001.

Costs

Quantification of the cost of statewide non-emergency number service
depends on a number of issues including:

* Number of agencies participating;

= Level of services provided by those agencies;

» Equipment, staffing, and public relations costs; and

= State of California’s cost to administer the 3-1-1 program.

The 3-1-1 telephone number was originally envisioned as a means for the
public to contact law enforcement agencies in non-emergency
circumstances. However, in many jurisdictions, the public can gain
access to both law enforcement and other government agencies by
dialing an all-purpose 7-digit non-emergency telephone number. Similar
access is either being contemplated or has already been implemented for
the 3-1-1 telephone number. Consequently, the number of agencies that
may participate is not known.

Unlike the 9-1-1 system, which provides a public safety answering system
24 hours a day, 365 days a year, 3-1-1 or other non-emergency telephone
number system that provides access to a variety of government services
may have a corresponding variation in service level and staffing
requirements.

A caller dialing 9-1-1 reaches a live call taker who has received special
training. In both the San Diego and San Jose pilots, 9-1-1 call takers
answered calls to the 7-digit non-emergency number and to 3-1-1.

Because of their specialized skills, these call takers have the ability to
recognize and handle an emergency call that arrives via a non-emergency
telephone number. However, calls that are not true emergencies might be
handled by staff that have less specialized skills, command lower salaries,
and are not in as short supply as trained and experienced emergency call
takers. Arguably, many non-emergency calls need not be handled by a
human being. Simple inquiries, requests for forms, and document copies,
in many cases, can be effectively managed by an Interactive Voice
Response System (IVR), such as the system that provided the initial
answer to 3-1-1 calls in San Jose.

California Department of General Services Page 6
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The State of California 9-1-1 Program distributes approximately $95
million per year in funds for acquisition and maintenance of specific 9-1-1
call answering and call management equipment (Customer Premise
Equipment or CPE) housed in the state’s PSAPs, all of which are staffed
and managed either by local government or by the California Highway
Patrol.

Funding for 9-1-1 CPE is derived from a surcharge on telephone service
in California. Funding for salaries and other costs are the responsibility of
local jurisdictions.

A similar program for 3-1-1 CPE does not exist. Given that local
agencies already have the authority to implement a 3-1-1 program
tailored to the needs of their serving community, it would be difficult for
the state to design a program that anticipates those needs on a
statewide basis. Other questions about such a program remain:

» What 3-1-1 CPE will be required at each PSAP?
» What 3-1-1 CPE will be funded by the state?

»  What will be the source of funding for 3-1-1 CPE costs paid by the
state?

Public education was a key element of the San Diego and San Jose
pilots. Both cities expended dollars and staff time developing and
delivering marketing materials to the public. Ongoing public education
will continue to be an important component of the effort to promote
responsible use of the 9-1-1 telephone number.

The administrative costs associated with the 9-1-1 Program are
approximately $1 million per year. Administration of a similar program for
3-1-1 would require additional staff.

3-1-1 Implementation Issues

In California, a network of agencies responsible for public safety
answering systems provide access to law enforcement and other
emergency services across disparate venues, both urban and rural,
having both high and low population densities, and both homogeneous
and heterogeneous cultural and demographic profiles. A common
purpose, mutual aid agreements, long-standing working relationships and
state-of-the-art technology allow public safety answering agencies to
deliver rapid, coordinated response across geographic and jurisdictional
boundaries. The potential wide variation in 3-1-1 and non emergency
telephone number venues, particularly if services are extended beyond
law enforcement and public safety agencies, will increase the challenge of
constructing a similar infrastructure for 3-1-1 and 7-digit non-emergency
response.

California Department of General Services Page 7
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Technical Solution

The following paragraphs describe the technical solution implemented by
San Jose and compare the solution to the existing 9-1-1 system and to
the 7-digit non-emergency telephone number used in the San Diego Pilot.

The technical solution adopted by San Jose required modification of
the network and equipment needed to transmit 3-1-1 calls. The Public
Switched Telephone Network (PSTN) had to be modified to
automatically route 3-1-1 calls placed within the pilot’'s geographic
boundaries to the San Jose Police Department. The network also had
to recognize 3-1-1 calls placed outside San Jose and notify the caller
that 3-1-1 was not currently supported in locations beyond the city’s
limits®. The 9-1-1 Call Center’s equipment was enhanced to recognize
and process 3-1-1 calls. Figure 1 presents a conceptual overview of
the 3-1-1 solution and its relationship to the existing Enhanced 9-1-1
and 7-digit non-emergency number.

% callers using wireless telephones also received the intercept message indicating 3-1-1
service was not available.

California Department of General Services Page 8
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Conceptual Overview:— 9-1-1, 3-1-1 and 7-Digit Non-Emergency Number
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Figure 1

E9-1-1 Call Processing

The Enhanced 9-1-1 network includes components that are separate
and distinct from the PSTN over which ordinary landline telephone
calls are transmitted. All 9-1-1 landline telephone calls (1) enter the
network at a Local Exchange Carrier (LEC) Central Office (2). A
switch in the Central Office recognizes that the call is a 9-1-1 call and
transmits it to a specialized switch called a selective router (3). Based
on the caller’s telephone number, the selective router selects the
PSAP serving the caller’s location and routes the call to that PSAP (4).
Equipment within the PSAP queries an Automatic Location Information
(ALI) Database to determine the caller’s exact address (5) and
presents the call, along with the caller’s telephone number and
address to a call taker (6). Based on the call taker’s evaluation of the
emergency situation, emergency responders are dispatched (7).

3-1-1 Call Processing

The 3-1-1 solution implemented in San Jose is built on the existing
E9-1-1 network. The 3-1-1 telephone calls (8) enter the network at a
Local Exchange Carrier (LEC) Central Office (2). A switch in the Central
Office recognizes that the call is a 3-1-1 call and transmits it to a
specialized switch (9) that contains a mirror image of the routing
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information contained in the E9-1-1 selective router (3). Based on the
caller’s telephone number, the 3-1-1 selective router reroutes the call to
the 7-digit non-emergency number at the City of San Jose’s call center
where it is answered by an auto attendant (a voice response system)
programmed in English, Spanish and Vietnamese (10). The auto
attendant guides the caller through a series of menus. At any point the
caller has the option to press “0” (11) to be transferred to a call taker (8).
Should the call taker determine that the call is an emergency, the call
taker has the ability to seamlessly treat the call as a 9-1-1 call and
dispatch the appropriate emergency personnel (7).

The city allows 3-1-1 callers who exercise caller Id blocking to remain
anonymous. Automatic Number Identification (ANI) and Automatic
Location Information (ALI) are not available to 3-1-1 call takers unless
the call is deemed an emergency and transferred into the E9-1-1
system.

SBC Communications (formerly Pacific Bell) is the incumbent local
exchange carrier (ILEC) providing landline Enhanced 9-1-1 service
and equipment in the pilot area. SBC Communication owns the
selective router switch and numerous communications links used to
deliver 9-1-1 calls and information to the San Jose Police Department
Call Center. SBC Communications provided 3-1-1 network-related
project management services to the State of California and upgraded
customer premise equipment (CPE) at participating PSAPs at no cost
to the state.

7-digit Non-emergency Call Processing

Both San Diego and San Jose provide public 7-digit non-emergency
numbers to reach their respective police departments. In San Jose,
callers who dial the 7-digit non-emergency number reach the same
auto attendant (10) as callers dialing 3-1-1. They hear the same menu
options in their choice of languages and have the same ability to
transfer to a live call taker. However, when the 7-digit non-emergency
number is dialed, the call reaches its destination Call Center via the
PSTN.

Other Factors

It has been argued that the real problem is not an overload of non-
emergency calls to the 9-1-1 system, but rather a major shortage in 9-
1-1 call takers and dispatchers. This shortage is pandemic across the
nation, creating serious workload and call volume problems at Call
Centers. Due to the high level of stress, non-traditional working hours
and low pay, it has been very difficult for many Call Centers to recruit
and retain qualified call takers or dispatchers. In turn, this shortage
exacerbates the issue of call volume when the call taker must handle a
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large amount of incoming traffic where there is insufficient staff to
answer those calls, be they emergency or non-emergency.

Making this all the more challenging is the wireless telephone
phenomenon. Legitimate 9-1-1 calls via wireless telephones have
increased tremendously commensurate with the number of wireless
telephones in service. Unlike the wireline environment, wireless 9-1-1
calls are routed through the PSTN hence no ANI or ALI information is
delivered to the PSAP. Increased call processing time is the result,
making the 9-1-1 call taker or dispatcher unavailable to accept another
waiting 9-1-1 call for a longer period of time.

Implementing a 3-1-1 system would not necessarily alleviate this
situation. San Jose uses the same call takers to answer 9-1-1 calls
and 3-1-1 calls. This means that the 3-1-1 calls are merely diverted to
a lower priority queue, but the same pool of people who answer 9-1-1
calls also answer 3-1-1 calls. When the waiting time for 3-1-1 calls
becomes lengthy, often the caller hangs up and dials 9-1-1 because
the call will then become a high priority and be answered promptly.
This scenario does little to alleviate non-emergency call traffic on 9-1-1
lines.

San Diego, with its 7-digit non-emergency number, and San Jose, with
its 3-1-1 non-emergency number, both experienced success in the
public’s acceptance and use of their respective numbers. The
commonality between the two systems was effective marketing and
public education. As long as they are reminded consistently through
various forms of advertisements, the public responds positively to
either number. Perhaps the real answer lies in the development of a
comprehensive public education program, irrespective of which
number a local agency chooses to employ for public access.
Education certainly represents an important piece of the puzzle.

Cities such as Los Angeles, Pasadena and Sacramento are moving
ahead with developing and implementing plans for 3-1-1 in their
jurisdictions regardless of whether other agencies follow suit. In
general, local agencies prefer to retain decision-making over how best
to meet the needs of their citizens.
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Overview of Data

The data summarized in this report were collected by the cities of

San Diego and San Jose and by the 9-1-1 Program Office of the DGS-
TD over a period of six years. During that period, the automated
equipment used by both cities to support their emergency response
systems changed. These changes possibly may have an impact on
analysis and interpretation of the data presented here.

Data were collected to support four criteria listed in AB 1198 that would
indicate improvement of 9-1-1 services:

» Fewer 9-1-1 calls;

» Faster answer time;

= Fewer abandoned calls; and

*» Fewer non-emergency calls to 9-1-1.

Both of the pilot cities collected data about their 9-1-1 calls and calls
made to their non-emergency telephone numbers: the 7-digit
non-emergency number available in San Diego and both the 7-digit and
3-1-1 non-emergency numbers available in San Jose. In the following
two sections of this report, data from each city’s pilot are presented. For
each of the relevant telephone numbers, the primary data consists of the
following:

=  Number of calls;
= Time before call is answered by a call taker; and
=  Number of abandoned calls.

Abandoned calls are calls that are disconnected prior to being
answered by a call taker or automated answering equipment. The
9-1-1 and non-emergency telephone number abandoned calls were
counted in both of the pilots. 9-1-1 calls are not necessarily
abandoned because the caller experiences a long wait for an answer.
Many 9-1-1 calls are the result of caller error. Two examples are:

» |nadvertent pressing of a speed dial key on a cellular phone
programmed to dial 9-1-1 when only a single key is depressed; and

= Dialing 9 to reach an outside line from a PBX system and failing to
wait for the dial tone before continuing to dial.

In a study of locations with abandoned call rates greater than 20 percent
conducted by SBC Corporation during August 2000, the locations with the
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highest abandoned call rate were the University of California and the
California State Universities with PBX’s.
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San Jose Pilot

The DGS-TD selected the City of San Jose to participate in the
non-emergency number pilot authorized by AB 1198 and, in November
1997, San Jose became the first municipality in California to make the
3-1-1 non-emergency number available to the public. Beginning with its
pilot, all 3-1-1 calls placed within the geographic boundaries served by
the city’s 3-1-1 non-emergency number are automatically routed by
Pacific Bell, the Incumbent Local Exchange Carrier (ILEC) to the San
Jose Police Department’s 9-1-1 call center.

Goals and Objectives

In planning its 3-1-1 pilot, San Jose defined goals and objectives
consistent with those described in AB 1198 including:

» Raising community awareness of 3-1-1 and communicating its
appropriate uses; and

» Reducing the volume of 9-1-1 calls, especially non-emergency
calls to the 9-1-1 number.

The city also developed a set of metrics to quantify their progress.
Specifically, San Jose hoped that the pilot implementation of the 3-1-1
non-emergency telephone number would achieve the following:

= 10 percent or greater reduction in the number of calls made to
9-1-1;

= 10 percent or greater reduction in the time 9-1-1 call answering
time;

= 95 percent of all 9-1-1 calls answered within 15 seconds; and
= 10 percent reduction in the number of abandoned 9-1-1 calls.

Pilot Approach

The approach chosen by San Jose comprised both the technical solution
described in the Background Section of this report and an education
campaign to advertise the new 3-1-1 telephone number to the public.
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Public Education

In conjunction with its 3-1-1 implementation, the City of San Jose
embarked on a campaign to educate and inform the public. With the
assistance of the SBC Corporation and their advertising agency,
Fleishman & Hilliard, the city developed a communications strategy,
designed promotional materials, and produced events designed to
raise the public’'s awareness of the appropriate uses of the 3-1-1
non-emergency telephone number.

The San Jose Police Department staff and the Crime Prevention Unit
gave presentations at community and Neighborhood Watch meetings,
assisted in the construction of a web page and designed 3-1-1 posters
and slides to be presented in local theaters. The School Liaison and
Crime Prevention Units and City Hall distributed thousands of magnets
and flyers.

In total, the city spent $43,000 on their public education campaign,
including $22,000 from the State 9-1-1 Program Grant and $21,000
from a grant by SBC Corporation. The SBC money was used to
purchase and distribute posters hung in theaters, buses and kiosks, to
produce and distribute slides shown in movie houses, and to create and
distribute bumper stickers, flyers and refrigerator magnets. In addition,
SBC Corporation, at no charge to the city, included flyers in three
monthly bills and assisted the city in producing a number of public
service announcements and communications with radio and news
media.

Resulting Data

Much of the data presented are from the start of the pilot, which began
in November 1997; however, pre-pilot data are represented where
available. In general, data are presented by month over a full-year
period. To facilitate interpretation of trends, each year interval begins in
November, the month that the pilot commenced and ends the following
October.

9-1-1 Calls

Figure 2 shows the total number of 9-1-1 calls received by the City of
San Jose for each month starting one year prior to the pilot, which
began in November 1997. The totals represent the total number of
9-1-1 calls including calls that were abandoned before they were
answered by a call taker. The graph shows seasonal variations in the
number of calls
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received, with increases during the summer months and the end-of-
year holidays. During the time period covered by Figure 2, the
California Department of Finance estimates that the population of San
Jose increased from 892,000 to 924,000.

City of San Jose
9-1-1 Calls Received by Month
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Figure 2

9-1-1 Call Answer Time

Figure 3 shows the average time taken by the San Jose Police
Department to answer a 9-1-1 call for each month beginning one year
before the pilot started in November 1997. The answer time is also
called the “Answer Delay Time” and represents the time span from the
time the call is received by the PSAP controller until a call taker picks
up the line. In August 1998, the city replaced its SR 1000 9-1-1 call
system with a newer M1 9-1-1 system. Consequently, it is possible
that there are discrepancies between answering time data captured by
the older system and answer time data captured by the newer system.
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City of San Jose
9-1-1 Average Answer Time by Month
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Figure 3

Figure 4 and Figure 5 show relationships between the number of 9-1-1
calls received and the average answering time.

Figure 4 compares the total number of 9-1-1 calls received each
month that data are available with the average answering time for that
month. Figure 5 indicates that, for months when data are available,
more than 90 percent of 9-1-1 calls were answered within 12 seconds
of being received. The average answering time is much lower than 12
seconds, ranging between two and five seconds with the average for
most months falling at three seconds or below.
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City of San Jose
9-1-1 Number of Calls vs Answer Time
24,000 6
23,000 -
15
22,000 771 —
el T4
P I -
® 21,000
O [%)
5 2 |=—INumber of Calls
s — -3 O .
2 _A A } \ — } & |—*—Answer Time
= 0
S 20,000 A - =
+ ¢+ —¢ +2
19,000
+1
18,000
17,000 0
Nov- Dec- Jan- Feb- Mar- Apr- May- Jun- Jul- Aug- Sep- Oct- Nov- Dec- Jan- Feb- Mar- Apr- May- Jun- Jul- Aug-
98 98 99 99 99 99 99 99 99 99 99 99 99 99 00 00 00 00 00 00 00 OO0
Figure 4
City of San Jose
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San Jose Pilot

9-1-1 Abandoned Calls

Abandoned call data indicates that from November 1996 — November
1997, 9-1-1 callers in San Jose abandoned approximately 16 percent
of their calls; from November 1997 — November 1998, 9-1-1 callers
abandoned approximately 17 percent of their calls to 9-1-1. During the
first eight months of 2000, 9-1-1 callers abandoned approximately four

percent of their 9-1-1 calls.

The vertical bars in Figure 6 represent the number of 9-1-1 calls. The
darker gray area at the foot of the bars for January 2000 to August 2000
show total number of abandoned calls for each of the first eight months
of the year 2000. The line across the right side of the graph is the
percent of total 9-1-1 calls represented by calls abandoned within the first
12 seconds or less. For the months when data is available, abandoned
calls represent fewer than five percent of total calls. The line across the
graph represents the average time a caller waits before abandoning the
9-1-1 telephone call. For the months shown in the graph, 78 percent or
more of all calls were abandoned within 12 seconds of receipt and the
longest time a caller waited before abandoning a call was 72 seconds.
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Non-emergency Calls to 9-1-1

San Jose reported the number of calls to 9-1-1 that were not
emergencies for the years between 1996 and 1999. That information is
summarized in the following chart.

Figure 7 charts the measured decline in calls placed to 9-1-1 that were
not deemed to be emergency calls over a four year period beginning in
1995 and ending in 1999.
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3-1-1 Calls

Beginning in November 1997, the City of San Jose made the 3-1-1
telephone number available to the public for non-emergency
communication with the San Jose Police Department. Data presented
below describe 3-1-1 telephone number usage. Figure 8 shows the
number of calls made to 3-1-1 for each of two 12-month periods:

= November 1998 — October 1999
=  November 1999 — October 2000
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The chart below indicates an increase in the number of 3-1-1
telephone calls for each month in the second year compared with the
corresponding month in the previous year suggesting that usage
increased as the public’s familiarity with the number grew.

City of San Jose
3-1-1
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Figure 9 presents the average answer time for 3-1-1 calls during the
period when data is available. Like Figure 8, data is grouped by year
to facilitate year over year comparisons.
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Figure 10 compares the number of 3-1-1 calls received during the
two-year period when data is available to the average monthly
answer time.
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San Jose Pilot

Figure 11 compares the number of 3-1-1 calls received during the same
two-year period to the number or abandoned 3-1-1 telephone calls. The
percent of total 3-1-1 calls represented by abandoned calls is shown as a
black line across the bottom of the chart. In most months the recorded
number of abandoned 3-1-1 calls represents a small fraction of the total

calls.
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Combined Data For 3-1-1 and 7-digit Non-emergency Number Calls

Once a 3-1-1 telephone call reaches the San Jose Police Department Call
Center, it is routed through the same auto attendant that processes 7-digit
non-emergency number calls. (See Figure 1 and the related discussion in
Call data for 3-1-1 and 7-digit
non-emergency number calls presented in this section were combined
when collected and reported by the equipment in the Call Center. It is not
possible, consequently, to distinguish between 3-1-1 and 7-digit
non-emergency calls during the period covered by this section.

the Background section of this report).
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Figure 12 compares the total number of 3-1-1 and 7-digit non-emergency
telephone number calls received during the seven-month period in 1999
when data was available to the average monthly answer time for those

months.
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San Jose Pilot

Figure 13 shows the monthly average answer time for those calls and
indicates that between 60 and 80 percent of the non-emergency calls
were abandoned in fewer than 12 seconds.
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San Jose Pilot

Figure 14 presents the call abandon rate for the seven months from
July 1999 — January 2000. It shows the total number of calls made to
the combined 3-1-1 and 7-digit non-emergency telephone number, the
number of calls abandoned and the percent of the total represented by

abandoned calls.
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Figure 15 shows the monthly average answering time for the
combined 3-1-1 and 7-digit non-emergency telephone number calls
and indicates that between seven and 14 percent were abandoned in
less than 12 seconds.
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Additional Observations

Staffing

The San Jose Police Department employs trained staff that meets the
city’s requirements for emergency call takers. This staff may be
assigned to answer both 9-1-1 and 3-1-1 calls. No additional staff was
added to support the pilot.

Pilot Costs

The California 9-1-1 Program granted the City of San Jose $200,000 to
conduct its pilot program. Eighty-nine percent of those funds were used
to procure and install telephone equipment required to support 3-1-1
calling. The remaining 11 percent of the grant was expended for
materials and activities in support of the city’s public education campaign.
In addition, the San Jose Police Department estimates staffing costs in
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preparation for the pilot were approximately $38,000. Additionally, during
1999, the second year of the pilot, the City of San Jose spent $91,600 for
ongoing equipment maintenance.

A breakdown of pilot expenditures is presented in Appendix B.

Projected Costs

In future years, the city anticipates spending $93,000 annually for
equipment maintenance of their 3-1-1 systems and $5,000 for public
education campaigns.

Public Response

The City of San Jose has indicated they see no evidence of public
confusion between the 3-1-1 non-emergency telephone number and the
9-1-1 emergency telephone number.

Public response to the city’s 3-1-1 service appears to be largely
positive. Each month the city evaluates customer satisfaction by
sending a survey to 40 callers. With an average response rate of 30
percent, the city has received positive ratings in the 80th to 99th
percentile range from 95 percent of those responding between
1997 and 1999. Anecdotal evidence, based on comments from call
takers indicates there have been few complaints about 3-1-1 and that
those complaints received are typical of complaints received on the
seven-digit non-emergency number.

In addition to receiving inquiries from as far away as the Australian
Communication Authority, the city’s 3-1-1 program has received attention
from the popular press and local television stations.
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San Diego Pilot

The DGS-TD selected the City of San Diego to participate in the
non-emergency number pilot authorized by AB 1198. Unlike San
Jose’s pilot, which required network and Call Center equipment
upgrades,  San Diego’s pilot measured the effect of enhanced
marketing of an existing 7-digit non-emergency telephone number.

The pilot, originally scheduled to begin in June 1998, was postponed
until the following June because of unrelated issues surrounding
installation of a new 9-1-1 system.

Goals and Objectives

The City of San Diego sought to achieve goals similar to those
expressed in AB 1198. San Diego hoped that a concerted public
education campaign would result in improved 9-1-1 services as
expressed by the following goals and objectives:

* Reduction in the number of calls made to 9-1-1;

» Reduction in 9-1-1 call answering time;

* Reduction in the number of abandoned 9-1-1 calls;

= Reduction in the number of non-emergency calls to 9-1-1; and
» Avoidance of public confusion.

Pilot Approach

The approach chosen by San Diego did not require technical or network
changes. Rather it centered on well-publicized communication of an
existing service.

Public Education

The city’s public education campaign occurred in two phases. In the first
phase, which began in August 1998, prior to the official pilot kick-off,
San Diego focused on raising the visibility and public awareness of its
7-digit non-emergency number.

The second phase of the public education campaign began with the
official kick-off of the pilot, which was called “Project 2000”, on June 3,
1999. During this phase, the City of San Diego Communication Center
developed and coordinated the campaign. In creating their marketing
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materials and planning their campaign, the pilot’s organizers
considered the city’s geography and its cultural and demographic
diversity. Because Spanish is spoken by a significant portion of the
city’s population, both Spanish and English versions of many
advertisements were produced. Because children were a special
focus, marketing materials such as bookmarks, rulers and erasers
were designed with their needs and interests in mind. Marketing
techniques such as grocery receipts with preprinted messages
targeted specific communities.

San Diego exercised care in the deployment of advertisements,
ensuring that they were placed only within the city’s boundaries where
services provided by the 7-digit non-emergency number are available.

Resulting Data

Much of the data presented date from the start of the pilot, which officially
began in June 1999; however, pre-pilot data are represented where
available. In general, data are presented by month over a full-year period.
To facilitate interpretation of trends, each year interval begins in June, the
month that the pilot commenced and ends the following May.

9-1-1 Calls

Figure 16 shows the total number of 9-1-1 calls received by the City of
San Diego for each month beginning in June 1995. The totals represent
the total number of 9-1-1 calls including calls that were abandoned before
they were answered by a call taker. During the five and one-half years
covered by Figure 16, the California Department of Finance estimates that
the population of San Diego increased from 1,197,676 to 1,245,500, an
increase of approximately 48,000 people.
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City of San Diego
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50,000
45,000
» 40,000 —8—095-96
8 = A= 096-97
5 —l- 97-98
5 —&=~ 98-99
£ —0—99-00
=]
Z 35,000 ——00-01
30,000
25,000 . :
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May
Figure 16

9-1-1 Call Answer Time

Figure 17 shows monthly average time to answer a 9-1-1 call. The
answer time represents the time span from the time the call is received
by the Call Center controller until a call taker picks up the line.
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Figure 18 and Figure 19 show relationships between the number of 9-1-1

calls received and the average answering time.
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Figure 18 compares the total number of 9-1-1 calls received each month
that data are available with the average answering time for that month.
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Figure 19 indicates that, for months when data are available, between 80
and 95 percent of 9-1-1 calls were answered within six seconds of being

received.
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Figure 19

9-1-1 Abandoned Calls

Abandoned calls are calls that are disconnected during the time span
after the call has been received by the call center’s controller but
before the call has been answered by a call taker. Abandoned calls do
not include calls that receive a busy signal. These latter calls cannot

be counted by call center equipment.

During 1998, the pre-pilot year, San Diego changed its call management
system. The older call management system counted abandoned calls
differently from the new system, and therefore, comparisons between pre-
pilot and post-pilot call abandonment rates may lead to inconsistent

conclusions.
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The vertical bars in Figure 20 represent the total number of 9-1-1
calls. The darker gray areas at the foot of the bars show total number
of abandoned calls. The line across the top of the graph is the
percent of total 9-1-1 calls represented by abandoned calls. For the
months when data is available, abandoned calls represent fewer than
ten percent of total calls.
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San Diego Pilot

Figure 21 presents another aspect of 9-1-1 call abandonment. The gray
bars show the average time a caller waits before abandoning a 9-1-1
call. The dark line across the top of the graph shows the average
number of calls abandoned during the first 20 seconds. For the months
shown in the graph, 85 percent or more of all calls were abandoned
within 20 seconds of receipt and the longest time a caller waited before

abandoning a call was 87 seconds.
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Figure 21

Non-emergency Calls to 9-1-1

In 1998, San Diego identified 58,526 calls to 9-1-1 as non-emergency

calls. In 1999, that number decreased to 35,763.
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7-digit Non-emergency Calls

The City of San Diego provides the public a 7-digit non-emergency
telephone number for contacting law enforcement when the reason for
contact is not an emergency. Callers to this number may choose to
receive assistance in either English or Spanish and call statistics are
gathered according to the language chosen. Consequently, the data
presented in this report is presented in two sections corresponding to the
language used.

7-digit Non-emergency Calls in English

Figure 22 shows the total 7-digit non-emergency calls in English made
between January 1999 and September 2000. The dotted line represents
non-emergency calls received in the five-month period from January
1999 through May 1999, prior to commencement of the pilot; the solid
line represents calls received the first full year of the pilot, June 1999
through May 2000; and the dashed line represents calls received from
June through September 2000.
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Figure 23 shows the number of 7-digit non-emergency English language
calls for the five months, January — May 1999, prior to the beginning of the
pilot (dotted line), the first full year of the pilot, June 1999 — May 2000,
(solid line) and for June — September 2000 (dashed line).
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San Diego Pilot

Figure 24 compares the monthly average answer time for English
non-emergency 7-digit calls made during 1998, 1999, and the first nine
months of 2000 to the total number of calls received each month.
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7-digit Non-emergency Calls in Spanish

Fewer calls are made to the non-emergency telephone number in Spanish
than in English. Spanish calls represent approximately three to four
percent of the total number of calls.
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Figure 25 shows the total 7-digit non-emergency calls in Spanish made
between January 1999 and September 2000. The dotted line represents
non-emergency calls received in the five months prior to commencement
of the pilot; the solid line represents calls received during the first full year
of the pilot, from June 1999 through May 2000; and the dashed line

represents calls received from June through August 2000.
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San Diego Pilot

Figure 26 shows the call answer times for the five months prior to the

beginning of the pilot (dotted line), the first full year of the pilot (solid line)
and for June — September 2000 (dashed line).
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San Diego Pilot

Figure 27 compares the monthly average answer time for Spanish
non-emergency 7-digit calls made during 1998, 1999, and the first nine

months of 2000 to the number of calls received each month.
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Additional Observations

Staffing

The San Diego Call Center employs trained staff that meet the city’s

requirements for emergency call takers. This staff may be assigned to
answer both 9-1-1 calls and calls placed on the 7-digit non-emergency
number. No additional staff was added to support the pilot.

Pilot Costs

The California 9-1-1 Program granted $275,000 to the City of San Diego
to conduct its pilot program. As of November 1999, the city had expended
$154,380 of that grant. All expenditures were incurred to advertise and
promote the city’s public awareness campaign. A breakdown of
expenditures is presented in Appendix B.
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Public Response

While quantitative measures of public confusion are not available, the City
of San Diego Police Department has indicated that public reaction to
Project 2000 has been positive and that they see no evidence of public
confusion between the 7-digit non-emergency telephone number and the
9-1-1 emergency telephone number.
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Lessons Learned

Although the non-emergency number pilots described in this document
did not yield solid conclusions, the experience gained by the California
9-1-1 Program will provide valuable guidance for similar pilots in the
future.

Methodology

In enacting AB 1198, the Legislature hoped that the pilots would
demonstrate the efficacy of each city’s approach as quantified by a
specific set of metrics:

1. Reducing "911" calls;

N

Improving answer time for "911" calls;
3. Reducing unanswered "911" calls; and
4. Reducing non-emergency "911" calls.

The Legislature’s underlying assumption was that non-emergency calls
divert the time and attention of 9-1-1 call takers from callers reporting true
emergencies. The pilots were experiments to test the hypothesis that
implementation of either 3-1-1 or the 7-digit non-emergency number
would result in measurable improvement to 9-1-1 service.

Successful testing of this hypothesis rested on the ability of the pilots to
capture data satisfying the following criteria:

» Measurements had to accurately depict 9-1-1 service;

= Data points had to be sufficient to be statistically significant;

= Comparison between “before” and “after” had to be possible; and
=  Only a limited number of variables could affect the outcome.

Measurements Must Accurately Depict 9-1-1 Service

The Legislature chose measurements that accurately depict the condition
of 9-1-1 service. The first three measurements specified by AB 1198 —
the total number of 9-1-1 calls, the average answering time and the
number of unanswered or abandoned calls — are common metrics for
evaluating 9-1-1 services. The second measurement — call answering
time — is a standard measure of the health of the 9-1-1 system. All three
measurements are routinely captured by PSAPSs; they are tracked by the
California 9-1-1 Program , the California National Emergency Number
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Association (CaINENA), and many other agencies and organizations.
These measurements also share an additional characteristic: they are
generally captured and reported automatically by the call management
equipment housed in the PSAPs.

The fourth measurement specified in AB 1198 — number of
non-emergency calls made to the 9-1-1 telephone number — is clearly a
relevant metric because a reduction in the number of non-emergency
calls equates to a reduction in the total number of calls to 9-1-1, thereby
reducing the burden on 9-1-1 call takers. Because this measurement
cannot be captured automatically but must be manually tallied, it is
more difficult to capture consistently.

Data Points Must Be Sufficient To Be Statistically Significant

In both of the pilot cities, call management equipment captured 9-1-1 call
data for every 9-1-1 call received. Although those data may be
summarized and reported in intervals of one half-hour, one day, one week
and one month, only monthly averages were retained. Consequently,
analysis is limited to only a relatively few data points, generally fewer than
required for statistical significance. In addition, the number of
non-emergency calls to the 9-1-1 telephone number was not captured,
summarized or reported for intervals that correspond to the other metrics.
Therefore, the most important measure of the impact of each pilot cannot
be correlated with other metrics.

Comparison Between “Before” And “After” Must Be Possible
Three factors combined to make it impossible to satisfy this criterion:

1. Historical data prior to the inception of the pilots was not
available in sufficient detail.

Prior to the enactment of AB 1198, the pilot cities had collected and
retained 9-1-1 call statistics that met their own management
information reporting needs. They had not retained the data in
sufficient detail to be useful in creating a model of pre-pilot 9-1-1
service for comparison with post-pilot 9-1-1 service.

2. There was not sufficient time between enactment of AB 1198
and the mandated start of the pilots to collect historical data.

AB 1198 became law in October 1997 and required the pilots to
begin no later than July 1998. Because 9-1-1 call volumes follow
a seasonal pattern, it is necessary to capture at least one year’'s
data in order to create an historical baseline and multi-year data
are needed for trend analysis.

3. Each of the pilot cities had scheduled enhancements to their 9-1-1
systems that precluded realistic comparison of their call statistics
over a continuous interval beginning with the years preceding the
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launch of their pilots and continuing into the era when the
non-emergency number programs were well established.

Because it is not possible to create a “before” picture in sufficient detail, it
is not possible to determine the role that non-emergency calls played in
9-1-1 response in the pilot cities.

Only A Limited Number Of Variables May Affect The Outcome

The factors affecting 9-1-1 response in a large metropolitan area are
complex: changes in population, demographics, crime rate, the economy
and the technology supporting 9-1-1 response all play a role. During the
time studied in this report, many changes took place in the pilot cities. In
addition, changes in equipment and procedures took place within the
cities’ call centers. Because evaluation of these factors was not included
in the pilot, it was not possible to determine the relative importance of
non-emergency calls made to the 9-1-1 telephone number. Nor was it
possible to calibrate the impact of other factors on 9-1-1 response.

Conclusion

The scope of the study was limited in that the study period was short and,
due to equipment issues at one site, the time frames were not coincident
throughout the study for San Jose and San Diego. The results derived
from the study reflect these limitations with the following conclusions being
drawn:

1. Itis not adequate to use only the data gathered in these two pilots
as a foundation for decisions that apply to the state as a whole.

2. The viability of the 3-1-1 system is not in question. Although,
statistically, the data did not bear this out during the pilot period,
intuitively we know that a three-digit number is easier to remember
than a seven-digit number. However, unlike the 9-1-1 environment
where lives and property are in immediate jeopardy, the 3-1-1 concept
lends itself to a myriad of implementation options. Local agencies
already have the authority to implement a 3-1-1 system if it meets the
needs of their particular jurisdiction. Some cities and counties are in
the process of doing just that. No other state has implemented a
uniform state-administered 3-1-1 program as yet. Undoubtedly, other
states face the same questions of how best to fund such a program
and how to balance the diverse system needs of individual
jurisdictions.

Both cities were satisfied with the results of their respective
implementation and plan to continue the use of a non-emergency
7-digit number in San Diego and 3-1-1 in San Jose.

Examples of these implementation options can be seen around
California and across the nation. The City of San Jose chose to
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use 3-1-1 for non-emergency law enforcement only. By contrast,
the City of Los Angeles is preparing to implement a 3-1-1 system
that will, in essence, serve as a customer information and referral
service for any city government function.

Recommendation

The data collected from the Non-emergency Number Pilot Project was

inconclusive. Until more conclusive information is presented, the state

should not invest in a non-emergency telephone number program to be
implemented statewide.

It is recommended that other factors be considered and evaluated before
launching a statewide implementation of 3-1-1. Some of these factors are
outlined below.

The genesis of the 3-1-1 concept lay in the assumption that 9-1-1 call
takers are over-burdened with non-emergency calls. While this
assumption can be proven with regard to inadvertent wireless 9-1-1
calls in California, this is not the crux of the problem in the wireline
environment. The biggest challenges lie in the following areas:

1. The ability to recruit and retain qualified call takers and dispatchers
is one of the most critical challenges facing PSAPs today.
Legitimate 9-1-1 calls via wireless telephones have increased
tremendously commensurate with the number of wireless
telephones in service. Unlike the wireline environment, wireless 9-
1-1 calls are routed through the PSTN hence no ANI or ALI
information is delivered to the PSAP. Increased call processing
time is the result, making the 9-1-1 call taker or dispatcher
unavailable to accept another waiting 9-1-1 call for a longer period
of time.

Implementing a 3-1-1 system would not necessarily alleviate this
situation. San Jose uses the same call takers to answer 9-1-1 calls
and 3-1-1 calls. This means that the 3-1-1 calls are merely diverted
to a lower priority queue, but the same pool of people who answer
9-1-1 calls also answer 3-1-1 calls. When the waiting time for 3-1-1
calls becomes lengthy, often the caller hangs up and dials 9-1-1
because the call will then become a high priority and be answered
promptly. This scenario does little to alleviate non-emergency call
traffic on 9-1-1 lines.

2. lIssues surrounding the efficiency of emergency call response involve
many factors. Employing 3-1-1 is but one alternative that may alleviate
some inefficiency but is not the complete answer.

3. Local agencies are in the best position to determine what specific
factors are impacting their operation and how best to resolve them. In
many areas of the state non-emergency call traffic over 9-1-1 lines is
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not a problem. Similarly, in other localities, agencies prefer to use an
existing 7-digit non-emergency number in lieu of introducing a new
number to the public. Since both 3-1-1 and 7-digit non-emergency
numbers showed success in their respective application, why not allow
local jurisdictions to decide how best to meet the needs of their public?

4. The 9-1-1 Program Office is developing a plan to deploy enhanced
wireless 9-1-1 (Wireless E9-1-1) throughout California, which will
include location technology to quickly locate a person placing a call
from a wireless telephone. Unfortunately, due to FCC requirements,
enhanced wireless 9-1-1 will not be fully deployed for a few years.
However, once deployed, Wireless E9-1-1 will shorten the amount of
time required to process a wireless 9-1-1 call and alleviate much of the
burden shouldered by call takers in their effort to speed help to those
in need.
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Appendix A

This appendix contains AB1198, Legislation directing the DGS-TD to conduct
the non-emergency number study and produce this report.

BILL NUMBER AB 1198 CHAPTERED
BI LL TEXT

CHAPTER 887

FILED W TH SECRETARY OF STATE  OCTCBER 12, 1997
APPROVED BY GOVERNOR  OCTOBER 11, 1997

PASSED THE ASSEMBLY  SEPTEMBER 11, 1998

PASSED THE SENATE  SEPTEMBER 8, 1997

AMENDED | N SENATE  SEPTEMBER 5, 1997
AMENDED | N SENATE  AUGUST 28, 1997
AMENDED | N SENATE  AUGUST 11, 1997
AMENDED | N SENATE  JUNE 30, 1997
AMENDED | N SENATE  JUNE 23, 1997
AMENDED | N ASSEMBLY  NAY 21, 1997
AMENDED | N ASSEMBLY  APRIL 28, 1997

| NTRODUCED BY Assenbly Menber Hertzberg
(Coaut hors: Assenbly Menbers Baca and Honda)

FEBRUARY 28, 1997

An act to add Article 6.5 (comencing with Section 53125) to
Chapter 1 of Part 1 of Division 2 of Title 5 of the Governnment Code,
and to anend Section 41136 of the Revenue and Taxation Code, relating
to | ocal agencies, naking an appropriation therefor, and declaring
the urgency thereof, to take effect i mediately.

LEG SLATI VE COUNSEL' S DI GEST

AB 1198, Hertzberg. "311" Nonenergency Tel ephone System Pil ot
Proj ect.

(1) Existing law, the Warren-911-Energency Assistance Act,
est abl i shes the nunber "911" as the prinmary energency tel ephone
nunber for use in the state and i nposes a surcharge on intrastate
t el ephone communi cati on service to pay for the adnministration of the
"911" energency tel ephone nunber system and rel ated costs.

This bill would nmake |egislative findings and decl arati ons
relating to the abuse and ni suse of the nunber "911" for nonenergency
calls, and the need to inplenment procedures to linmt the use of the
"911" systemto true energencies, and to provide citizens with an
alternative phone system for nonenergencies. The bill would state the
pur pose of the pilot program and would require the Division of
Tel econmuni cati ons of the Departnent of General Services to conduct a
pil ot programincluding the use of a "311" tel ephone nunber as a
means of reaching public safety agencies for nonenergency ssistance
and i nproved nmarketing of the use of and access to existing
nonemner gency tel ephone nunmbers for nonenergency assi stance, to be
i mpl enented as soon as practicable, but in no event later than July
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1, 1998. The bill would authorize the division to select one or nore
appropriate locations for the pilot program in consultation with the
| ocal governnment entities affected. It would further require the

division to assess the effectiveness of the pilot program based on
specified factors and would require the division to submit a report to
the Governor and the Legislature on the results of the pilot program
by July 1, 1999.

(2) Existing | aw establishes the State Energency Tel ephone Nunber
Account in the General Fund, pursuant to which funds derived froma
surcharge i nmposed on anounts paid by every person in the state for
intrastate tel ephone conmuni cation service may be appropriated by the
Legi slature for specified purposes.

This bill would authorize paynent of costs associated with the
pilot programfromthe State Emergency Tel ephone Number Account, and
woul d appropriate the sum of $200,000 fromthe account to the
Di vi sion of Tel ecomuni cations of the Departnent of General Services
for inmplenentation of the pilot program

(3) The bill would declare that the provisions relating to the
establ i shnent of the pilot programshall remain in effect unti
January 1, 2000.

(4) This bill would declare that it is to take effect inmediately
as an urgency statute.

Appropriation: vyes.

THE PEOPLE OF THE STATE OF CALI FORNI A DO ENACT AS FOLLOW:

SECTION 1. Article 6.5 (comencing with Section 53125) is added to
Chapter 1 of Part 1 of Division 2 of Title 5 of the Governnent Code
to read:

Article 6.5. Local Nonenergency Tel ephone System Pil ot Program
53125. (a) The Legislature finds and declares that the efficient
and effective use of the "911" energency tel ephone system has recently
been conproni sed by an increase in nonenergency calls to that number.

The Legislature further finds and declares that these nonenergency
calls can burden the "911" system diverting "911" call-takers and
radi o di spatchers fromtrue enmergencies. For these reasons, the

Legi slature finds and declares that a need exists to inplenent
procedures to limt the use of the "911" systemto true energencies,
and to provide citizens with an alternative phone system for
nonenergenci es. The purpose of the pilot programis to assess whether
the establishnent of a "311" nonenergency tel ephone systemwil |
substantially decrease the use of the "911" system for nonenergencies.

(b) The Division of Tel econmunications of the Departnent of
Ceneral Services shall conduct a pilot programto eval uate
alternative nmeans to reduce the use of the "911" tel ephone nunber for
nonemer gency assi stance. The pilot program shall consist of the
foll owi ng two approaches:

(1) The use of a "311" tel ephone number as a neans of reaching
| ocal public safety agencies for nonemergency assi stance.

(2) Inproved marketing of the use of and access to existing
nonener gency tel ephone nunbers for nonenergency assistance, which may
i nclude, but shall not be Iimted to providing decals for each
i ndi vi dual tel ephone within the study area, which include the
nonener gency tel ephone nunbers of public safety entities serving the
area in which the tel ephone is | ocated.

(c) The pilot program shall be inplenented as soon as the Division
of Tel ecomruni cations determines that it is practicable to do so, but
in no event later than July 1, 1998. The division nay sel ect one or
nore | ocations to inplenent the pilot program and shall, to the
extent possible, select areas with conparable characteristics to serve
as a study area for one of the two approaches specified in subdivision
(b) to pernit reasonable conparisons of the two alternative
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approaches, and is encouraged to share the costs of the pilot program
with the | ocal agency or agencies. Participation in the pilot program
shall be on a voluntary basis on the part of the | ocal agency or
agenci es. The division shall assess the effectiveness of each of the
two approaches specified in subdivision (b) by evaluating the
followi ng factors:

(1) The overall inmpact of each of the two approaches specified in
subdi vision (b) on the "911" system

(2) The costs associated with the establishment, operation, and
mai nt enance of either approach specified in subdivision (b).

(3) The difficulties associated with appropriately routing
energency calls placed to the "311" tel ephone nunber or the existing
nonemner gency tel ephone numnber.

(4) The staffing requirenments for "311" operators as conpared to
"911" dispatchers.

(5) Whether the use of either the "311" nunmber or the existing
nonemner gency tel ephone number has caused confusion to the public,
particularly with respect to the m staken use of either "311" or the
exi sting nonenergency tel ephone nunber instead of "911" by children

(d) The pilot programshall be deened to have denonstrated the
success of either approach specified in subdivision (b) if the
assessnment required by subdivision (c) finds that the "311" tel ephone
nunber or the existing nonenergency tel ephone nunber does not create
confusion with the "911" program and finds that either approach
specified in subdivision (b) has contributed to:

(1) Reducing "911" calls.

(2) Inproving answer tine for "911" calls.

(3) Reduci ng unanswered "911" calls.

(4) Reduci ng nonemrergency "911" calls.

(e) The division shall subnit a report to the Governor and the
Legislature on the results of the pilot programand its assessment
and conpari son of each approach specified in subdivision (b) by July
1, 1999.

(f) This section shall remain in effect until January 1, 2000.

SEC. 2. Section 41136 of the Revenue and Taxation Code is anmended
to read:

41136. Funds in the State Energency Tel ephone Nunber Account
shal |, when appropriated by the Legislature, be spent solely for the
fol |l owi ng purposes:

(a) To pay refunds authorized by this part.

(b) To pay the State Board of Equalization for the cost of the
admi nistration of this part.

(c) To pay the Department of General Services for its costs in
adm ni stration of the "911" emergency tel ephone nunmber system

(d) To pay bills subnmitted to the Departnent of General Services
by service suppliers or conmuni cati ons equi pnent conpani es for the
installation and ongoi ng expenses for the foll owi ng comuni cations
services supplied | ocal agencies in connection with the "911"
ener gency phone nunber system

(1) A basic system

(2) A basic systemwith tel ephone central office identification

(3) A system enpl oying automatic call routing.

(4) Approved increnmental costs.

(e) To pay clains of |ocal agencies for approved increnental
costs, not previously conpensated for by another governnental agency.
(f) To pay clains of |ocal agencies for incremental costs and

anmounts, not previously conpensated for by anot her governnental
agency, incurred prior to the effective date of this part, for the
installation and ongoi ng expenses for the followi ng comunication
services supplied in connection with the "911" energency phone nunber
system
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(1) A basic system

(2) A basic systemw th tel ephone central office identification.

(3) A system enploying automatic call routing.

(4) Approved increnental costs. Incremental costs shall not be
al l owed unl ess the costs are concurred in by the Comruni cations
Di vi si on.

(g) To pay the Tel ecommuni cations Division of the Departnent of
CGeneral Services for the costs associated with the pilot program
aut horized by Article 6.5 (commencing with Section 53125) of Chapter 1
of Part 1 of Division 2 of Title 5 of the Government Code.

SEC. 3. The sum of two hundred thousand dollars ($200,000) is
hereby appropriated fromthe State Energency Tel ephone Nunber Account
to the Division of Tel econmmunications of the Departnent of General
Services for the purposes of inplenenting Article 6.5 (comrencing with
Section 53125) of Chapter 1 of Part 1 of Division 2 of Title 5 of the
CGover nment Code, as added by Section 1 of this act.

SEC. 4. This act is an urgency statute necessary for the i nmedi ate
preservation of the public peace, health, or safety within the nmeaning
of Article IV of the Constitution and shall go into i medi ate effect.
The facts constituting the necessity are:

Due to the burden placed on the "911" energency tel ephone system
by nonenergency calls and the potential threat to the public safety
posed by that burden, it is necessary that this act take effect
iMmediately in order to determ ne as soon as possi bl e whether the
establ i shnent of a "311" nonemnergency tel ephone system will
substantially decrease the use of the "911" system for
nonemer genci es.
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Appendix B

This appendix contains a summary of the costs incurred by the cities of
San Diego and San Jose in the course of conducting their pilots.

City of San Jose Costs

Telephone equipment and maintenance required for transmittal and
routing of 3-1-1 calls correctly account for the majority of these
expenditures, $177,638, including the following:

= Call Manager ports;

» Call Manager menu changes and other programming;
= Automatic Call Distributor trunk card,

» Light and holding displays; and

= Selective Routing for 510,000 main stations.

In addition, the city spent $22,280 on materials and activities for its public
education campaign. These expenditures resulted from the following:

* Public service announcements;

» Radio and news media coverage;

=  Web site;

= Theater and transit posters, slides and advertisements;
» Flyers, bumper stickers and refrigerator magnets; and
= Special awareness events.

In addition to out-of-pocket expenses, the San Jose Police Department
estimates its pilot related staffing costs to be $37,960. These costs were
incurred as a result of staff activities in preparation for the pilot including
the following:

=  Web site construction;
= Design and development of slides and posters;
= Distribution of awareness materials; and

= Participation in public awareness events, Neighborhood Watch
programs and other community events.

San Jose’s pilot expenditures are summarized in Table 1.
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Reason For Expenditure | 1997 — 1998 1998-1999 Pilot Total
Cost Cost Cost
Equipment Purchase $101,639 - $101,639
Equipment Maintenance - $91,600 $91,600
Engineering and Project
Management Services $75,999 - $75,999
from Pacific Bell
Public Educatlon $22.280 i $22.280
Campaign
San Jose City Staff $37,960 - $37,960
Total $237,878 $91,600 $329,478
Table 1

Table 2 summarizes the San Jose Police Department’s estimated
expenditures for staff activities in preparation for the pilot.

Staff Activity

Estimated Cost

40% of Senior Public Safety Dispatcher (PSD) for a $28,000
six month period
15% of Clerical Aide for a six month period $7,500
Call Management - System Police Officer $1,000
Call Management - System Senior Public Safety $210
Dispatcher (PSD)
Call Management System — Public Safety Dispatchers $1,250
(PSDs)
Total $37,960
Table 2
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City of San Diego Costs

Table 3 below summarizes the activities and related costs associated
with the first phase of the city’s public education campaign.

Activity Number Duration Cost

Bus Shelter 50 bus 12 weeks $32, 945
Advertisement shelters 8/98 — 10/98

Billboard 8 locations | One bill board per $38,760
Advertisement month for 8 months

11/98-7/99
Total Cost $71,705
Table 3

Table 4 on the following page summarizes the second phase of San
Diego’s public education campaign activities.
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Activity Number Duration Language Cost
Bus Shelter 50 bus shelters | 12 weeks English and $26,299
Advertisements (5-99-7/99) Spanish
30 bus shelters | 12 weeks English and $10,200
(9/99- Spanish
11/99)
Television 30-second N/A English $2,113
Advertisements | public service
announcement
s on local cable
TV
Billboard 4 locations One English $17,000
Advertising billboard
per month
for 4
months
(11/99-
2/00)
Grocery Store | 30 stores 12 weeks English $9,120
Receipt (9/99-
Advertisements 11/99)
Refrigerator 62,491 N/A English and $8,429
Magnets Spanish
Bookmarks 25,000 N/A English $3,565
Rulers 25,000 N/A English $2,066
Erasers 15,000 N/A English $3,883
Total $82,675
Table 4
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